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Abstract 
Learner experience to higher education service in any High Educational Institution is intricate and multifaceted. 
Even though it has become a major issue in higher education worldwide, in Malaysia it has gained serious attention 
only in the last few years due to overwhelming application of international learners in its local university. After 
spending minimum one semester or more than that in the local universities they have attended, these learners from 
different perception and perspective depending on situation and experience that they have gained while studying 
especially at a post-graduate level. This paper presents the findings from funded research project investigating the 
post-graduate learner’s perspective on education service quality based on effectiveness of managing the quality of 
teaching and learning in High Educational Institution. Two method of collecting data focusing on quantitative and 
qualitative method are used. The Analysis Model of SERVPERF had been used for Questionnaire about service 
quality.  A simple random sampling is used among international post-graduate learners. This paper will discuss the 
findings and the implications of the study towards generating good educational services whilst concurrently 
producing qualified post-graduate learners in high regarded research university quality image by providing an 
elevated, sophisticated and acclaimed service quality towards its international learner.  
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1. INTRODUCTION 
Promoted to a Research University status in 2010, Universiti Teknologi Malaysia (UTM) is fast becoming one of 
the well known and recognized universities in Malaysia that offers education and discipline that range from 
technology, education, management and also human resource development.  UTM has taken extra miles in 
providing educational services not only to local but now their international learners.  More than one thousand 
international post-graduate learners have enrolled in UTM for their post-graduate education and the numbers keep 
growing.  The highly demanding and competitive learners’ enrollment with other institution in Malaysia requires 
UTM to maintain its image in providing quality education and services.  Their perception especially the present 
international post-graduate learners toward service quality in education must be measured and met to achieve their 
expectation and anticipation of the current services provided.  This is important as these learners are the small 
ambassadors to their countries and their words are significant in attracting more international learners to UTM.  
According to Karen, Tan Shiow and Tan Ee (2010), improving learner needs is important because as a product it is 
crucial to cater for these learners so that they would become a competitive workforce specially as Malaysia pushes 
towards becoming a developed nation by 2020.  Many researchers consider quality services in high education as a 
product due to the reason that students are labeled as its customer. Kotler and Armstrong (1999) believe that 
satisfaction towards a service provided come from the services and facilities that meet up with the customer’s 
expectation.  Marra (1989) also emphasizes that customer satisfaction is part of fulfilling an individual needs, desire 
and expectations.  If his needs, desire and expectations are met and achieved he would have a high satisfaction level 
and most of the time would be loyal towards the product 
In terms of educational quality services, customers not only come from satisfied learners, but also parents and 
the agency that support their expenditures or give them scholarship. The focused of these people are not only on the 
learners but also the process that the learners go through before they successfully graduate. Berry and Parasuraman  
(1991) state that the key indicator to success in service depends mainly on the services offered in enhancing the 
customer satisfaction. Therefore, it is crucial for UTM authority to get reliable information regarding its education 
and service quality provided to the international post-graduate learners, so that quality education services can be 
maintained and improved if any dissatisfaction is detected. Similarly, quality educational services will produce 
quality graduates and indirectly gives a positive impact on the institution. 
 
1.1 Objective 
 
The objective of this study is to identity the satisfaction level of international post-graduate learners’ based on 
teaching and learning quality. 
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2. LITERATURE 
2.1 Definition of Concept 
 
2.1.1 Customer Satisfaction 
 
According to Oliver (1997), satisfaction is defined as doing something to fulfill the customer’s needs and desire. 
Whereas to Timm (1998), customer is identified as a person that uses adjustment technique to match the product and 
the price in order to meet with his needs. Stewart (2000), believes that a customer satisfaction involved elements 
such as the way he chooses, believes, being objective and money. He stresses that a customer has the right to 
choose, make decision towards what he believes in and be more objective with the money that he has. Briefly, a 
customer can focus not only on his financial status but also the options that he has in making decision towards the 
quality of services put forward to him by any organization. On the other hand, Marra (1989) classifies customer’s 
satisfaction as how a person’s needs, desire and anticipations are met and fulfill in the process to build up trust in a 
product or service offered. 
 
2.1.2 Service Quality 
 
Edwards (1968) describes quality as one capabilities that can lead to fulfilling one’s wants and yearning. 
Meanwhile, Nitecki and Hernon (2000), say that service quality is convening or surpassing customer’s expectations 
in terms of services conferred. According to Min Wang and Shieh (2006), service quality is the difference between 
customers’ views and anticipations of services delivered by an organization or institution.  When this anticipation is 
accomplished beyond one’s hope this will automatically direct to customer’s satisfaction which later transform to a 
satisfactory assessment (Mathew, Mehenna, & George, 2005). 
 
2.1.3 Perception 
 
According to Schiffman and Kanuk (2000), perception is a process when an individual selects, organizes and 
deduces information into a comprehensible and significant image.  They believe that even though an individual 
would have similar exposure towards certain information how each pick and manage the information depend on 
each interpretation.  Evangelos and Graham (2007), agree that everything about service quality depends on one’s 
anticipation and expectation of the services and how the services meet with his expectations. 
 
2.2 Model 
 
2.2.1 Quality Service Model 
 
Boone and Kurtz (1996) introduce the Quality Service Model that describes the relationship between quality and 
perception of the services offered by an organization.  In this study, it refers to the relationship between quality and 
the services provided by the higher learning institution.  According to this model, one’s views and perception of the 
service are based on the existing message that one has on certain product and one’s opinion about the service. At the 
same time, personal needs and requirements of a product is literally based on each individual past experiences or 
services that he has received which will influence his perception and expectation on the services offered. However, a 
gap exists between services received with one’s perception of the expected service. This gap indicates the service 
provided and the feeling of dissatisfaction that crops up due to the service obtained not up to one’ expectation. 
In educational services, the perception of learners as a customer is based on the educational quality and services 
offered.  In a higher learning institution, the quality of services perceived which include teaching and learning, 
facilities and another support services are considered as the product. If the quality of services received is good or 
beyond the learners’ expectation, thus it is rewarded with the feelings of satisfaction.  
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Figure 1: Service Quality Model from Boone and Kurtz (1996) 
 
 
Reference: (Boone & Kurtz:445 ) 
3. METHODOLOGY 
3.1 Respondent, Instrument and Data Analysis 
 
A total of 225 international post-graduate learners in Universiti Teknologi Malaysia, participated in this study.  
151 respondents are male and 74 are female. They come from countries such as Turkey, Somalia, Yemen, Indonesia, 
Bangladesh, Syria, Afghanistan, Iraq, Iran, Libya and others.  They have attended various courses in UTM for at 
least one semester in 2010.  Data is collected in April 2011. The instrument used is a set of questionnaire adopted 
from Hamidah et al. (2004). This questionnaire contains three variables to measure teaching and learning mainly the 
teaching and learning elements, lecturer/supervisor and international student. The value of Cronbach alpha after the 
pilot study is 0.976.  Data is analyzed using SPSS version 17.0 for the descriptive statistic in order to identify the 
frequency, percentage and also mean of this study. Table below shows the three classifications to measure the 
satisfaction level towards teaching and learning quality: 
 
Table 1: The Satisfaction Level  
Mean Value Satisfaction Level 
1.00 - 2.33  Low  
2.34 - 3.67  Moderate  
3.68 - 5.00  High  
 
4. FINDING  
4.2 International Post-Graduate Student Satisfaction Level According To Teaching and Learning Quality 
 
Table 2: International Post-Graduate Learners Satisfaction Level According To Teaching and Learning Quality 
 
Level Mean N (%) 
Low 1.00 -2.33 27 12 
Moderate 2.34 – 3.67 149 66.2 
High 3.68 – 5.00 49 21.8 
Total  225 100 
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Table 3: T-Test Analysis for Teaching and Learning Quality 
Service  Gender  N  Mean  Std. D  t-Test  Sig.  
Teaching and Learning Quality  Male  151  3.19  0.727  1.605  0.207  
Female  74  3.15  0.631  
*The mean difference is significant at values 0.05 
 
Table 4: Level of Teaching and Learning Quality 
No. Items Mean Level 
1 Teaching and learning 3.50 Moderate 
2 Lecturer/Supervisor 3.47 Moderate 
3 Student (international) 3.53 Moderate 
Total Mean 3.50 MODERATE 
 
5. DISCUSSION 
The overall findings of this study show that the satisfaction level among international post-graduate learners 
towards teaching and learning quality is moderate with a mean of 3.50 (refer to Table 4).  This result indicates a 
moderate but more towards high satisfaction level.  According to Pereda, Airey, and Bennett (2007), a learner 
perceptions towards teaching and learning is one of the key elements in understanding what learner values in his 
higher learning experience.  This satisfaction level is almost like an indicator to find out the truth and how precise an 
educational system is in a higher learning institution. Therefore, the moderate satisfaction level is not so bad a result 
which indirectly illustrates that international post-graduate learners in UTM are satisfied with the teaching and 
learning quality they received with only minor dissatisfied feelings which can be rectified quickly.  The least 
satisfactory mean in the teaching and learning falls under the items of ‘the use of language in the classroom is of 
high quality’ (mean 3.09, refer to Appendix) and ‘variety of choices in subject offered’ (mean 3.32).  These signify 
that the international post-graduate learners believe that the academic staffs do posses a good command of English 
but they would feel better if their proficiency level is at a high rather than just moderate level.  This is significantly 
consistent with the most satisfying item ‘English should be used widely in teaching’ (mean 4.04, refer to Appendix), 
and ‘the use of language in examination paper is satisfactory’ (mean 3.68).  Rad and Yarmohammadian (2006), 
consider that in terms of higher education, the higher level of satisfaction will represent the level of learners 
grooming their skill, development, course knowledge and mentality.  The implication of this finding towards this 
study is that, UTM would have to send their academic staffs whose average in using the English language for more 
communication and teaching courses that can help increase their proficiency level.  This is mostly important in 
meeting with the expectations of the international post-graduate learners since most of them who are poor in the 
language would have to take English courses at the beginning of their enrolment in UTM and would have to attain a 
minimum of 6.5 score in the International English Language Testing System (IELTS) before they are officially 
accepted to the post-graduate program. Similarly, it would be fair for them to anticipate good teaching and learning 
quality among its academic staffs who have acquired proficient English language. As agreed by Pereda et.al., 
(2007), teaching and learning play a vital key role in guiding international learners to be successful in their study. 
Consistently, it is also reflected in Boone and Kurtz (1996) Quality Service Model that point out a learner would feel 
satisfied if the service quality provided is beyond his expectation as indicated in the moderate result of this study. 
In terms of lecturer or supervisor, it is understandable if the international post-graduate learners would expect the 
best from their study in UTM. Result demonstrates a moderate satisfaction level towards lecturer or supervisor   
(mean 3.47, refer to Table 4). Yet again, this is not a major setback due to the moderate result, but to make it at a 
higher level, some elements can be quickly resolved.  This include the items on ‘meet student regularly’ (mean 3.14, 
refer to Appendix) and ‘always on time’, (mean 3.36).  The finding illustrates that it will be the institution 
responsibility to address this issue , not only concentrating on the accreditation and course reviews, but when 
learners provide feedback and evaluations through questionnaire on what these learners deem as the element in the 
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service quality (Oldfield & Baron, 2000).  A study by Rohaizat (2003), confirms that users’ satisfaction level will 
increase if an institution gives more attention to users’ desire and needs and also meet with their expectation.  
Therefore, to meet this high expectation, UTM academic staffs should meet these international post-graduate 
learners more often and monitor their progress closely.  They should also identify those weak post-graduate learners 
and provide them with extra tutorials or offer remedial classes or lectures.  In the long run, these would improve the 
learners’ performance and would benefit not only the learners but also the institution.  The lecturer and supervisor 
should also practice punctuality which means always be on time whenever they go to lecture or make appointment 
with these learners.  Do not let them wait for too long or if could not make it during the specify appointment they 
should quickly notify the learners.  This finding is consistent with the belief of these international post-graduate 
learners that the lecturer or supervisor ‘do not use students for personal gain’ (mean 3.66, refer to Appendix) which 
confirmed that the academic staffs are very professional in practising their profession.  This rings true when UTM 
has received thousands of international post-graduate applications over the last few years in all faculties. In fact, at 
present, Malaysia is numbered 11 in the whole world regarding its international learner applications.  According to 
Hilary (2010), there are four major elements in teaching education.  These elements include increasing their 
knowledge and understanding of the subject they are to teach, pedagogy and understanding of children and learning, 
the development of practise skills and competence. Learners not only have the right to get the lecturer or supervisor 
who is an expert in a given area but also highly knowledgeable in the knowledge that he wants to transfer to these 
learners (Abd Razak, Azmi, Kamisah, & Wan Hanisah, 2006). As this study reflects, the international post-graduate 
learners believe that the lecture or supervisor in UTM has sufficient ‘experience’ to teach and guide them in their 
fields (mean 3.52, refer to Appendix)  
The result of this study specifies that the international post-graduate learners who have enrolled in UTM are 
considered as those who do not ‘understand local culture’ fully, with a mean result of 3.28 (refer to Appendix) 
which is at a moderate level.  According to Hofstede (1984), the difference in culture represents the different style of 
communication between people, and reflected in the way they show their behaviour. In teaching and learning 
process at UTM, learners are always separated into different groups either during presentation or discussion.  
Sometime during this teaching and learning process, the cultural differences can interfere with learning. However, it 
is always good if the learners who have more knowledge or exposure to different cultures could encourage or help 
group members to become more understanding of the cultural differences (Martine, 2005).  Adjustment process in a 
different culture and surrounding always take time. This is also consistent with the finding of a study by Brady and 
Robertson (2001) who conduct research towards customer of fast-food restaurant in America and Latin America.  
Their study showed that there is a relationship between service quality and customer satisfaction based on 
differences cultural background. In helping the international post-graduate learners understand the local culture 
better, UTM authority could conduct gathering for these learners to understand and enhance their knowledge on the 
local culture.  For example, during festive seasons in Malaysia, the international learners could be invited to join 
some cultural performance or programme that highlights the variety of cultural differences that Malaysia practice. 
At the same time, an association that look after these international learners should be formed so that they do feel a 
sense of belonging and loyalty to the institution.  It is also recommended that UTM highlights some ‘do’s and 
‘don’t’ in Malaysia with regards to social issues or social problems, so that the international learners are aware of 
the things that they should do and not do in UTM. Indirectly, these would help them understand and appreciate the 
local culture better. 
 
6. CONCLUSION 
As a conclusion, the result of this study shows that the overall level of teaching and learning quality in UTM is at 
a moderate level.  Somehow, UTM as a research university must take extra initiatives to move this level to the high 
category.   in order to enhance the teaching and learning quality.  Academic staffs and the international post-
graduate learners themselves each has a role to play in making UTM a better institution and gain a higher 
satisfactory level in the education quality. International post-graduate learners must also get better adjusted to the 
process of integrating into new culture to get better understanding with the teaching and learning environment and 
style in Malaysia. All of these can help UTM becoming one of the best universities in the world and be recognized 
for its management that s high quality service especially to international learners.  Lastly, even though quality 
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becomes an important agenda for any educational organization, the quality service that improvement satisfaction 
level will become a challenging task to be faced by all parties (Saedah & Nurhayati, 2006). 
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APPENDIX 
 
A. Element Teaching and Learning 
NO  ITEM  MEAN 
1  Timetable is suitable.  3.52 
2  Timetable is systematic  3.42 
3  Supervision of tutorial is relevant.  3.40 
4  Attendance is recorded manually.  3.61 
5  The use of language in the classroom is of high quality.  3.09 
6  The use of language in examination paper is satisfactory.  3.68 
7  Length of study is suitable.  3.62 
8  Course requirement is not a burden to student.  3.35 
9  Industrial training should be implemented in each course.  3.67 
10  E-learning facilitates learning.  3.48 
11  Courses offered are marketable.  3.43 
12  English should be used widely in teaching.  4.04 
13  Subject offered is flexible.  3.41 
14  Variety of choices in subject offered.  3.32 
15  Elective subject is flexible.  3.40 
16  Teaching follows the syllabus closely.  3.48 
17  Academic advisory system is effective.  3.40 
OVERALL MEAN  3.50 
 
B. Lecturer/ Supervisor 
NO ITEM  MEAN 
1 Implements a two-way communication with students.  3.44 
2 Always on time.  3.36 
3 Experience.  3.52 
4 Good academic qualification.  3.55 
5 Appropriate delivery.  3.41 
6 Gives effective lecturer.  3.40 
7 Voice is always loud and clear.  3.61 
8 Gives appropriate instruction.  3.48 
9 Easily accessible.  3.46 
10 Pays equal attention to students.  3.48 
11 Uses appropriate teaching aids.  3.50 
12 Uses teaching aids effectively.  3.47 
13 Encourages students to solve problem.  3.50 
14 Encourages students to be independent.  3.50 
15 Meet student regularly.  3.14 
16 Helpful.  3.52 
17 Motivated.  3.37 
18 Supportive/Dependable.  3.41 
19 Provides useful insight.  3.49 
20 Do not use students for personal gain.  3.66 
21 Keeps record accurately.  3.60 
OVERALL MEAN  3.47 
 
C. Student (international) 
NO ITEM MEAN 
1  Qualified students.  3.48 
2  Practice good relationship with each other.  3.59 
3  Committed in learning.  3.66 
4  Discipline.  3.56 
5  Independent.  3.65 
6  Understand local culture.  3.28 
OVERALL MEAN  3.53 
 
